Abstract. This paper focused on revealing how a business process can be streamlined by thoroughly examined a case study of a project to optimize a business process to issue a letter of assignment in the University of Surabaya (Ubaya). The case study shows evidences on how the university could successfully deliver significant benefits by utilizing IT to optimize a business process. It shows how Trkman's success factor framework can be used as a guideline to implement a business process improvement project in a higher education institution.
Introduction
Business process is a system which consists of activities performed by various employees from a set of diverse units in an organization [1] . It represents how an organization works and thus, determines the organization's affectivity and efficiency. Efforts made to streamline business process, which has also been known as business process reengineering (BPR) and business process management (BPM), can be considered as "the fundamental rethinking and radical redesign of business processes to achieve dramatic improvements in critical measures of performance such as cost, quality, service, and speed" [2] [3] .
Such potential has lured most firms to conduct BPR [4] . Unfortunately, streamlining business process is not an easy task, various researches suggest that BPR project are an extremely high risk project where only 30% of those initiatives are able to successfully deliver the expected results [5] [6] [7] . Such facts suggest that despite the tempting advantages, BPR is a complex project which should be engaged carefully to harvest the expected outcomes.
